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ABSTRACT

The purpose of this research is to study the actual role of the Office of
Ombudsman in Thailand in providing dispute settlements giving a win-win solution,
factors that affect the actual role of the Office of Ombudsman in dispute resolution
and obstruction to its role. This study uses both qualitative and quantitative research.
The qualitative research is in-depth interviews of 9 professionals: the Ombudsman,
the Deputy Secretary of the Office of the Ombudsman, a Member of Parliament,
Senators, an Academic and a Petitioner whose case was settled. The quantitative
research is a census survey with questionnaires, which was carried out on a
population of 79 officers under the Investigation Division and Academic Division.
Data are collected by self-administrated questionnaires. Statistical analysis used is
One-way ANOVA, Correlation Coefficient and Multiple Regression Analysis.

The study results reveal that the actual role of the Office of Ombudsman in
dispute resolution is at a medium level. The organizational factors strongly affected
the actual role of the Office of Ombudsman in dispute resolution at a low level. The
differences in personal factors affect the actual role level significantly. The
psychological factors strongly affected the actual role of the Office of Ombudsman in
dispute resolution at a low level. The obstruction to the actual role includes
management style, competency of staff and related laws.

The study findings suggest development of arranged seminars on the role of
the Office of Ombudsman in dispute resolution, tests of knowledge and skills of the
investigators in dispute resolution by arranging mediator training projects, as well as
follow up and evaluation of completed projects. The study suggests studying the
expected role and actual role of the Office of the Ombudsman, difficulties from
related laws through qualitative research and SWOT Analysis of factors affecting the
Office of the Ombudsman.
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